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USPS Monthly PRC Report June 2018

The Postal Regulatory Commission referred 22 inquiries to the Postal Service in June
2018. Customers received responses on average within 7 days.
Inquiries covered various topics that fell into three main categories:
e Delivery services 17 —i.e., the time of delivery, forwarding, and method of
delivery.
e Customer services 5-i.e., hours of service, availability of retail products, and
product tracking.
e Policies/procedures 0 — i.e., general information, obtaining refunds or exchanging
postage, suggestions, and international inquiries.
While many of the inquiries were customer specific, the following topic is highlighted for
possible interest to a larger audience.

Listen up

Offices offer weekend customer sessions

Almost two dozen Post Offices in Northeast Area’s
Westchester District have introduced We’'re Listening
Weekends, a program to strengthen customer service.

The offices are holding three-hour sessions, usually on
Saturdays, where customers can meet managers and
supervisors, offer feedback, ask questions and learn about
USPS products and services.

“Customers now have the opportunity to meet local
leadership,” said Roxanne Hosein, a Post Office operations
manager who oversees many of the pariicipating offices.
“When complaints are communicated, it helps local
management identify routes of opportunity, as well as
customer service.”
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Daniel Welch, also a Post Office operations manager,

oversees the office in Monsey, NY, where many residents are members of a Hasidic Jewish sect
and don’'t conduct business Saturdays. To accommodate them, the office holds its We're Listening
Weekend sessions on Sundays.

“I's a great event.” Welch said. “Listening to what our customers think of us is a great thing. It gives
us — from their perspecitive — what we need to improve upon. It also allows us to explain the
why’s of delivery ... and get a more specific vision of what needs to be done.”



